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The increasing number of private vehicles and the 
ailing public bus transport (PBT) service industry is a 
testimony that the Malaysian citizens prefer driving to 
utilizing PBT. The overall improvement to the PBT is 
vital to encourage the modal switching and increase 
the utilization rate to meet the 6th Bidang 
Keberhasilan Utama Negara (NKRA) (the star, 2009). 
The increased in the number of private vehicles on the 
road in Malaysia testifies to the preference of driving 
to work or places of leisure for many reasons. The 
overall improvement of public transportation 
augmented with selective restrictions of private 
vehicle use would invariably improve the utilization 
of public transportation. This research proposes a 
conceptual pattern to assess perceived Bus transport 
utilization. It uses a secondary data to identify the 
preferences of Bus commuters to assess utilization. 
The results showed that the most significant service 
driver influencing the overall perceived utilization is 
season ticket, followed by information service, ticket 
pricing, and reliability of schedule, safety and comfort. 
Reliability of schedule, safety and comfort however 
were not significant on the perceived direct utilization. 
The findings attempt to assist the PBT authorities in 
strategic planning to increase the utilization and to 
sustain the PBT service industry which could lead to 
economic growth and improved quality of life.  
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Ordinarily, the public is concerned with the mode of 
transportation to reach aimed destination on scheduled 
time with minimum cost and maximum flexibility. 
Automobile usage has multiplied in Malaysia mainly 
attributed to the mobility and flexibility provided by 
private vehicles. This is differing with public transport 
(PT) travel in Malaysia which is not reliable and often 
can describe as which necessitates the sharing of the 
service with strangers. Evidence shows that the high 
dependency on private vehicles in Malaysia is 
attributed to the economic growth, rising household 
income, establishment of the Malaysia national car 
project, fuel subsidies, deficiencies and the poor 
management of PT system (Kamba et al., 2007). 
Public bus transport (PBT) authorities in Malaysia are 
therefore, facing great challenges to deal with the 
weak utilization rate and the resistance of the public to 
utilize PBT in order to solve the problems associated 
with the excessive usage of private transportation. It is 
believed that the effective and forceful PBT service 
provision is crucial and necessary in realizing the 
objective of the 6th NKRA which is aimed to increase 
the utilization rate and to sustain the Malaysia 
transport system. 
 
The most recent inventiveness, of the Malaysian 
government to promote PBT utilization is found in the 
2012 Budget Speech by the Malaysian Prime Minister 
Datuk Seri Mohd Najib Tun Razak on September 29 
2012. Prime Minister “An efficient public transport 
system is crucial for the development of the 
community,” These initiatives include four major 
cities will be getting new public bus transport services 
with the expansion of Syarikat Prasarana Negara 
Berhad’s (Prasarana) Rapid bus services. This move 
follows the successful implementation of Rapid 
Penang since 2007 and Rapid KL, which manages 
Klang Valley’s bus and rail transport system, since 
2004. (the star, 2012). 
 
Sustainability of PBT service has hence raised the 
necessity of this study in order to understand the real 
needs and expectations of the commuters to encourage 
the ridership of the PBT. Research with the aim to 
increase the utilization rate is therefore much needed. 
At present, the research on PBT from the commuters 
point of view is very limited and no research has been 
done on the utilization of PBT service in Malaysia.  
 
 
1.1 Problem Statement 
The PBT service appears to be incapable to compete 
with private vehicles in most of the cities in Malaysia 




people favor using their own transportation to utilizing 
PBT services. Some has complain that the quality of 
the rendered PBT services is not high enough or the 
PBT authorities do not understand what their real 
needs and expectations. Consequently it is observed 
that even if sufficient PBT services and facilities have 
been rendered by the government especially after the 
establishment of Rapid KL and Rapid Penang, the 
utilization rate remains low. PBT authorities are 
therefore facing tremendous challenges to deal with 
the poor utilization rate and the resistance of the 
public to utilize PBT in order to solve the problems 
associated with the excessive usage of private 
transportation. They are concurrently subjected to 
pressure and scrutiny from various parties to provide 
high quality and good PBT services to fulfill the needs 
and expectations of the public. 
 
1.2 Objectives 
1.2.1 To determine the best practice of public bus 
transport (PBT) service for the commuters in Malaysia 
 
2 LITERATURE REVIEW 
Private vehicle usage has increased over the last few 
years in most of the urban areas especially in 
developed and developing countries attributed 
possibly to the poor management of PT services 
(Kamba et al., 2007; Kasipillai and Chan, 2008; 
Nurdden et al., 2007; Steg, 2003). PT is often 
perceived to be poor alternative compared to private 
vehicles (Steg, 2003). A few important factors have 
been chosen to be covered in this study as service 
drivers in order to investigate their influence on the 
utilization of PBT service in Malaysia. 
  
2.1 Reliability of schedule 
Minimizing travel time of the commuters is one of the 
main reasons for the study of bus scheduling. In this 
conceptual model, two options are highlighted namely 
(1) accurate Time of Arrival and (2) Approximate 
Time of Arrival. In Malaysia, reliability is one of the 
major issues complained by the commuters according 
to Miss Jaslinna Mohamed Yusoff (personal 
communication, October 12, 2009). 
2.2 Safety and comfort 
Current increase numbers of accidents involving bus 
driver has raised the concern of the public and 
researchers on the safety issues of the PT services 
especially in the context of PBT. This has led to the 
research to identify and characterize the taxonomy of 
the accidents involving buses (Wåhlberg, 2002, 2004) 
as well as the indirect involvement of buses in the 
traffic accidents (Brenac and Clabaux, 2005). 
2.3 Information service 
Comprehensive framework of the possible effects of 
“dynamic at-stop real-time information displays” for 
PT and such displays yield better service quality. This 
proposal therefore is to assess the commuters 
willingness to pay for more useful bus information 
services either Full Information or average 
Information. 
2.4 Season ticket 
PBT operators sometimes sell season ticket or bus 
pass for the convenience of commuters. This reduces 
waiting time to buy tickets. Season tickets usually 
come with lower pricing or unlimited number of trips 
with specified destinations. The season ticket provides 
great convenience to the bus commuters because they 
need not carry exact change 
2.5        Ticket pricing 
Consumers are very sensitive to the price of the 
products they intended to purchase. The buying 
behaviours of the consumers are much influenced by 
the small or slight change in the price. Therefore, cost 
and pricing is one of the critical drivers in influencing 
the ridership and utilization of the PT service. 
2.6 Conceptual pattern of Utilization of PBT 
Service. 
 
Source: Budapest Transport Ltd. (2005) 
Figure 1. Conceptual pattern of Utilization of PBT 
Service 
Reliability of schedule   
1) Accurate time             
2) Approximate time  





Safety and comfort: 
1.Highest priority 
2.Average priority  
Information service 
1.Full information 
2.Average information  
Ticket pricing:         
1.Flat                              
2. Variable 
1. Season ticket              




Research pattern are proposed in this study to 
conceptualize the utilization of PBT service among 
Malaysian citizens. Among abundant factors, one of 
the most significant factors directly influencing the 
satisfaction level of the commuters is the service 
quality (Ang et al,2006).Some studies showed that an 
efficient PT system with reduced bus travel time and 
cost is essential to encourage especially motorists or 
car drivers to utilize the PBT services (Nurdden et al., 
2007; Sheikh et al., 2006).Based on the studies done 
previously there are few important factors have been 
chosen to be covered in this study as service drivers in 
order to investigate their influence on the utilization of 
PBT service in Malaysia. 
Reliability of schedule, Safety and comfort, 
information service, ticket pricing and season ticket 
are the most significant factors directly influencing the 
satisfaction level of the commuters is the service 
quality which will increase utilization of Public Bus 
Transport service. 
Accurate time and approximate time of arriving, 
highest priority and  average priority of safety ,full 
and average information, flat and variable ticket 
pricing, season ticket and ordinary ticket factor are 
used as well as to identify the best practice of PBT 
service drivers to maximize utilization of PBT. 
 
3 METHODOLOGY 
Research is a structured enquiry that utilizes 
acceptable scientific methodology to solve problems 
and create new knowledge that is generally applicable. 
Scientific methods consist of systematic observation, 
classification and interpretation of data. The most 
common research methods are literature searches, 
talking with people, focus groups, personal interviews, 
telephone surveys, mail surveys, email surveys, and 
internet surveys. The important substance in research 
is number of respondents of questionnaire , survey, 
experiments, interviews, discussion group, 
observations, data calculation and the methodology 
used to ensure that the research done successfully. A 
methodology can be considered to include multiple 
methods, each as applied to various facets of the 
whole scope of the methodology. The research can be 
divided between two parts; they are qualitative 
research and quantitative research 
Data were collected from the relevant authorities on 
Public Bus Transport. The study is using secondary 
Data analysis. The study refers to the data which have 
already been collected and analysed which are related 
to the topic. The data was collected to answer the 
specific research questions. Substantial useful 
secondary data collected by a skilful analyst. 
 
4.            FINDINGS 
The result of study revealed that the public or 
passenger had a very high sense of needs and 
importance on Safety and comfort. The result also 
reflected that the reliability of schedule   and 
information system were highly important drivers in 
relation to the rendered Public Bus Transport services 
in Malaysia. The data showing averagely the Season 
ticket and Ticket pricing were relatively important.  
Most of the data showed that public perceived and 
demanded the PBT services to contain the few 
characteristics that are exact time of arrival within, 
utmost priority of Safety and comfort, measures on 
board and full information services as their most 
preferred choice of PBT services. Reliability and 
punctuality of the schedule are the major complaint of 
the PBT commuters in Penang according to Miss 
Jaslinna Mohamed Yusoff from Rapid Penang 
(personal communication, October 12, 2009). The 
importance of frequency and reliability of bus service 
is further supported by Vance and Balcombe (1997).  
On the other hand, full information service to be 
provided including but not only limited to the 
timetable and schedule, bus operation hours and route 
information. PBT information in Malaysia has always 
known as “bad” and it is observed that there is no 
proper information notice board installed at each bus 
stop in Malaysia. 
 
Figure 2: Preferred Mode of Public Transport 
 
Source: Kamaruddin, R., et al, 2012 
 
The data showed preferred mode of public transport 
by four type of passenger. It showed that less of 
passenger choose Public Bus transport as their mode. 
So it proof that, to maximize the utilization of bus 



















Category Frequency Percentage 
safety 160 34.3 
Reliability 80 17.3 
Fares 81 17.1 
Accessibility 92 19.7 
Trip experience 15 3.2 
Communication 16 3.4 
Figure 3: The Important Element of Public 
Transport Services 
       Source: Kamaruddin, R., et al, 2012 
Figure 3 showed the important element of public 
transport service. As the data stated before the safety, 
reliability, fares and communication is the important 
category in Public Bus transport. These categories are 
mainly used in this study. 
Figure 4: Conditions would Passenger use public 
transport instead of private car
 
Source: Budapest Transport Ltd. (2005) 
Based on data above the highest factor are faster 
public transport and more frequent condition showed 
averagely which are indirectly related to reliability of 
schedule. Better passenger information also almost 
highest condition. Cheaper public transport condition 
that related to ticket pricing factor are averagely 
important. 
5 DISCUSSIONS 
5.1     Reliability of schedule   
Reliability is one of the major issues to the commuters. 
Most of the commuters complain about the unreliable 
bus schedule and delay as well as the immediate 
subsequent services where more than two buses stop 
at the same bus stop at the same time. They also often 
complain about the delay of the bus and that the 
drivers do not operate precisely according to the time 
interval promised by the PBT authority. Some of them 
also demand more buses during peak hours and wider 
coverage area to include places like factory, school 
and residential areas. Malaysian former Prime 
Minister Datuk Seri Abdullah Ahmad Badawi while 
tabling Budget 2009 also mentioned that “a more 
efficient, reliable and integrated public transportation, 
which provides seamless travel and greater frequency 
of services, is required” based on his own experience 
on PT services in Malaysia (Bernama, 2008). Due to 
the importance of reliability of schedule to the 
Malaysian citizens, the study therefore hypothesizes. 
5.2           Safety and comfort 
Public who uses PBT, like comfort and safety during 
the journey to the destination that they want reach. 
Current increase numbers of accidents involving bus 
driver has raised the concern of the public and 
researchers on the safety issues of the PT services 
especially in the context of PBT. This has led to the 
research to identify and characterize the taxonomy of 
the accidents involving buses (Wåhlberg, 2002, 2004) 
as well as the indirect involvement of buses in the 
traffic accidents (Brenac and Clabaux, 2005).In 
addition The range of the comfort of the PT could be 
very wide, covers from the seat and floor condition to 
the extent of availability of toilet and extra facilities 
for the disabled people. Among all, air conditioned is 
the basic need. Striking a balance between thermal 
comfort and air quality can increase the satisfaction of 
the commuters instead of merely complying with the 
minimum requirements or to the prescribed standard 
stated by the authorities (Shek and Chan, 2008).   
5.3         Season ticket  
The utilization public transport revealed that Season 
ticket was the most influential service driver, followed 
by ticket price and information services. Season ticket 
plays an important role to increase the direct 
utilization of PBT service. According to the data, the 
perceived importance of season ticket was very high 
in saving the time and cost of travelling. Most of the 
data showed that public demanded for weekly or 
monthly season tickets with printed identity to ease 
the process of travelling. Some of them also perceived 
that it was important to embed the season ticket in 
smart card for automatic ticketing system. Discounted 
rate on season ticket has no doubt is an important 
criteria to encourage the utilization especially for 
younger generation to avoid the debt load and cost 
associated on financing a private vehicle. The 
importance of season ticket is supported by the study 
of FitzRoy and Smith (1998, 1999) which emphasized 
that the zero marginal trip cost of season ticket is the 
main attraction of the ridership as the commuters are 
always happy to travel “free” and unlimited with a 
single pass. 
5.2            Ticket Pricing 
It is believed that consumers are normally very 
sensitive to the price of the products or services they 
intended to purchase. The public normally expect a 
reasonable better wise cheap ticket price because they 











perceive that the service is provided by the 
government and it should be lower than the cost of 
using private transportations. This is consistent with 
the previous researches demonstrating the low public 
acceptability of transport pricing measures (Schade 
and Schlag, 2003; Schlag and Teubel, 1997). Litman 
(2004) and Paulley et al. (2006) further supported by 
arguing that the fare is one of the major drivers 
affecting the demand of the utilization of PT services 
and that the fare elasticity of the services tends to 
increase over years since the fare changes. The 
perceived importance of subsidized and government 
supervised ticket pricing was high in the study and 
therefore it is very important to get support from the 
authority to promote fare-saving options or fare-
discounts to stimulate the utilization rate. 
5.3          Information services 
Information of PBT system in Malaysia has always 
known as “bad” and appeared as one of the main 
reasons causing the under-utilization of PBT service. 
The commuters especially the non-frequent travelers 
face a lot of difficulties to identify the bus number and 
the departure time because of the insufficient 
information at the bus stop. The lack of information 
has made the utilization of PBT service complicated 
and hence, further discouraging the ridership. The 
importance of information in increasing the 
accessibility of PT service and determination of the 
quality service were proven by the previous researches 
(Grotenhuis et al., 2007; Molin and Timmermans, 
2006; Vance and Balcombe, 1997). Accurate 
information especially the bus number, timetable 
including the departure time, arrival time and bus 
frequency, as well as  
the bus operating hours including the first and the last 
bus were highly perceived and demanded by the 
public to be displayed at each bus stop. 
6 RECOMMENDATION 
The primary objective of the study is to conceptualize 
the utilization of PBT service to reveal the real needs 
and expectations of public in Malaysia. The study 
showed that the most significant service driver in 
influencing the utilization is season ticket, followed by 
ticket pricing and information service. Reliability of 
schedule and safety and comfort were found to be not 
significant. The possession of private vehicle and the 
status of commuter, non-commuter was partially 
influencing the utilization. . The data of this 
exploratory study provide a valuable insight to the 
PBT authorities in an effort to design and promote a 
more robust PBT service. By discovering and 
understanding the needs and expectations of 
Malaysian citizens, appropriate operations and 
managerial strategies can be planned and implemented 
to increase the utilization rate especially from the non-
commuters group. The improved services based on the 
self-perceived utilization of Malaysian citizens will 
further enhance their satisfaction, increase the 
utilization rate and ultimately sustain the 
transportation system with more profit in PBT sector, 
stimulate economic growth and improve the 
environment. This study will serve as a pioneering 
attempt and further research on utilization in order to 
develop a more comprehensive conceptual model to 
continue identify the dynamic needs and expectations 
of Malaysian population. The more important 
implications are that the conceptual model in this 
study is customizable for specific use in accordance to 
the existing service features offered by the different 
PBT operators. Finally, the study shows its significant 
value and impact as a valuable study to the society of 
Malaysia by the distinctive online questionnaire 
developed which has caught even the attention of 
Ministry of Transport Malaysia who expresses a 
desire to adopt the questionnaire as part of its research 
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